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ABSTRACT
Computer mediated communication technologies such as instant messaging, blogs, wikis, and podcasts 
provide new avenues to foster communication and collaboration in the academic library environment. 
These tools provide innovative ways to reach new technologically savvy academic library users, high-
light library services, and allow the library to remain the intellectual center of the academic community. 
Additionally, these tools also provide mechanisms for internal staff development and collaboration, 
saving time and building a more technologically expert staff. This chapter highlights various ways that 
the academic library community can incorporate CMC technologies by providing current examples of 
instant messaging, blog, wiki, and podcast implementation. 
INTRODUCTION
7KH¿HOGRIFRPSXWHUPHGLDWHGFRPPXQLFDWLRQ
(CMC) investigates the process of human com-
munication through computer technology by 
examining the expression of self, the develop-
ment of relationships, and the establishment of 
FRPPXQLWLHV7KXUORZ/HQJHO	7RPLF
Computer software, applications, and networks 
aid in fostering human communication by dimin-
ishing geographical barriers and narrowing the 
digital divide for users. 
Many CMC tools incorporate and implement 
activities long associated with libraries and librar-
ians: collecting, categorizing and disseminating 
information. It is only natural that libraries 
incorporate new CMC technologies to reinforce 
fundamental information resource management 
and retrieval practices. 
The purpose of this chapter is to discuss 
VSHFL¿F&0&WRROVDQGWKHLUDSSOLFDWLRQVLQWKH
academic library environment for facilitation of 
communication and improved access to informa-
tion. CMC tools to be discussed include: instant 
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messaging, blogs, wikis, and podcasts. The chapter 
presents the viewpoint that academic libraries 
must employ CMC technology tools to meet the 
needs of their staff and users. The utilization of 
each tool and the different uses internally, among 
academic library staff, and externally, for library 
users will be explored. Issues such as security, 
training, and maintenance will be discussed in 
DGGLWLRQWRWKHLUEHQH¿WVDQGGLVDGYDQWDJHV6SH-
FL¿FOLEUDULHVLQFRUSRUDWLQJWKHVHWRROVDQGWKHLU
experiences will be presented. Characteristics and 
behaviors of the new academic library user will be 
discussed. Current trends and future predictions 
of how academic libraries will implement CMC 
tools will also be discussed. 
BACKGROUND
Advances in technology are creating a dynamic 
environment for the academic library which 
is considered the last bastion of organized and 
authoritative information. Within the academic 
setting, the library has always been a focal point 
for faculty, researchers, and students, but changes 
in technology and its effects on society are di-
minishing the library’s role as an academic focal 
point. The ubiquitous presence of the Internet and 
our society’s reliance on technology are changing 
information seeking behaviors of academic library 
users. Students are less frequently entering the 
library. Instead, they are turning to alternative 
information sources. Faculty are conducting their 
own research and decreasing their dependence 
on the library. An increase in distance educa-
tion curricula has reinforced geographic barriers 
between new students and the library. Academic 
library circulation service began to decline in 
1996 and in 1998 reference transactions began 
to fall. In 2000, both reference and circulation 
statistics dropped below numbers observed in 
1991 (Kyrillidou & Young, 2004). Traditional 
brick and mortar institutions are transitioning 
into the digital sphere by incorporating technol-
ogy and electronic applications to reach users and 
facilitate staff development. 
Some of the top issues facing academic librar-
ies include the education of librarians, maintain-
ing a role in the academic environment, and 
supporting the new academic library user (Hisle, 
2002). Updating the skills and knowledge of cur-
rent librarians is a challenge that many library 
administrators now face. Information retrieval 
practices are evolving with the increased use of 
digital informational resources. Increases in the 
availability of electronic resources require librar-
ians to rethink traditional information delivery 
techniques. Further, library staff communication 
practices must remain consistent with those of 
the academic community and users. While the 
intellectual community turns to the Internet for 
information, the academic library must attempt 
to remain the focal point by offering services 
that support and coincide with the electronic 
environment. Compared to 5 years ago, modern 
academic library users have different demands, 
different information seeking behaviors, and 
different expectations of accessibility. Most us-
ers have a dependence on Google-type search 
engines for information retrieval resources and 
¿QGWUDGLWLRQDOOLEUDU\:HESDJHVDQGGDWDEDVHV
XQDWWUDFWLYH /LSSLQFRWW  &XUUHQW XVHUV
are surrounded by technology and depend on the 
digital sphere for information.
The current generation of college student and 
academic library users had access to computers 
growing up and never experienced life without 
cell phones. This generation, referred to as the Net 
Generation, the Digital Generation, or Millennials 
(Gardener & Eng, 2005), has experienced their 
education outside of traditional libraries. This 
generation embraces technology, feels it is part 
of daily life, making learning and teaching more 
effective, and facilitating social connections. In 
general, they prefer group work, wish to achieve 
academic success, and have developed a unique 
learning style focused on multimedia delivery and 
self-education (Oblinger & Oblinger, 2005). 
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Research reports that current academic library 
users have distinct attributes which include the 
possession of great expectations, the expectation 
of customization, experienced use of technol-
ogy, and the ability to use new communication 
modes (Gardner & Eng, 2005). These attributes, 
coupled with their ubiquitous use of collaboration 
WHFKQRORJLHVDUHVLPLODUWRSUDFWLFHVRI/LEUDU\
 WKH QHZ ORRVHO\ GH¿QHGPRYHPHQWZLWKLQ
academic libraries, which encourages libraries 
to become more interactive, collaborative, and 
modernize the way services are delivered to us-
HUV/LEUDU\LVGHULYHGIURPWKHPRGHORI:HE
2.0, which refers to a new improved generation of 
the Internet focused on interaction, collaboration, 
and sharing. 
3ULQFLSOHVRI/LEUDU\ VHW IRUWKE\&KDG
and Miller (2005) include: (1) The library is 
everywhere; (2) The library has no barriers; (3) 
The library invites participation; (4) The library 
uses best-of-breed systems. The concept of 
/LEUDU\HPSKDVL]HVDXVHUFHQWHUHGOLEUDU\
where services and resources are geared toward 
the users’ information seeking behaviors. The 
PRGHORI/LEUDU\KDVFUHDWHGFRQWURYHUV\LQ
the cyberworld, with some professionals claiming 
that these ideas are not new to librarianship, while 
other professionals and institutions are taking 
these principles and expanding the topic with 
conferences, workshops, and blogs dedicated to 
HGXFDWLQJWKH¿HOGRQKRZWRLPSOHPHQW/LEUDU\
2.0 practices in libraries. 
/LEUDULHV KDYH EHHQ VORZ DGRSWHUV RI WKHVH
technologies while library users have been fast 
adopters. If academic libraries want to maintain 
relevance, they must make their best attempt to 
PHHWWKHXVHURQOHYHOSOD\LQJ¿HOGV¿OOHGZLWK
technology, fast accessibility and no obstacles to 
information and resources. Ramsay and Kinnie 
(2006) state that, “instead of pulling people in, 
librarians need to reach outward to become an 
integral part of the routine interactions of faculty 
DQGVWXGHQWV´S/LEUDULHVIROORZLQJWKH/L-
EUDU\SULQFLSOHVOLNHWKHPDMRULW\RIWKHUHVW
of the world, have taken advantage of the Internet 
and the Web to reach the masses, keep up with 
technology, and retain relevancy. It seems only 
natural that these institutions should continue to 
use new technologies that depend upon Internet 
and Web connectivity for communicating with 
staff and library users. An exploration into the 
ways academic libraries are incorporating the 
trend of using technology for people to people 
connections and information resources provides 
a bridge between the academic library setting 
DQGWKH¿HOGRI&0&
CMC technologies such as instant messag-
ing, blogs, wikis, and podcasts connect library 
services, library users, and library staff in a 
progressive manner echoing many concepts of 
WKH/LEUDU\PRYHPHQW
MAIN FOCUS 
With the increasing abundance of technologically 
savvy college students, academic libraries have 
the responsibility to utilize new tools to reach their 
users. Further, techniques used by students to gain 
access to information are changing. Students are 
less frequently coming into the physical library 
to seek information services and resources and 
are depending more on the electronic version of 
their university or college library (home page) 
for sources. A recent survey reported that 73% 
of college students say they use the Internet more 
than the library (Jones, 2002). CMC tools such as 
instant messaging, blogs, and podcasts provide 
solutions to information access barriers observed 
in the academic library.
 CMC tools used among library staff encour-
DJHIDVWHUZRUNÀRZHDVLHUFRPPXQLFDWLRQDQG
effective management. As the organizational 
structure of the academic library changes, internal 
communication among staff and between depart-
PHQWVEHFRPHVGLI¿FXOW1RORQJHUDUHHPDLOV
DQG:HESDJHVVXI¿FLHQWIRUFRPPXQLFDWLRQDQG
collaboration between library staff. Blogs offer 
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instant documentation platforms without physi-
cal limitations. Wikis are designated as common 
VSDFHV IRU GHSDUWPHQWDO SURMHFWV HOLPLQDWLQJ
lost e-mails with numerous editions of working 
documents attached. Additionally, CMC tools also 
offer ways for staff to keep current in technology 
practices.
Academic libraries must meet the needs of 
their staff and users. CMC tools have internal 
and external uses within the realm of academic 
libraries. These tools provide communication, 
sharing, and management mechanisms. 
The following sections provide examples of the 
use of CMC technologies in academic libraries, 
such as instant messaging, blogs, wikis, and pod-
casts in various internal and external mechanisms. 
Internal mechanisms include communication and 
collaboration among library staff, while external 
mechanisms include communication between the 
library and the user. This chapter does not attempt 
to provide a complete list of all academic libraries 
using CMC technologies. The examples given 
were taken from a literature review of the library 
and information science scholarly literature and 
IURPRQOLQHGLUHFWRULHVVXFKDV/LEUDU\6XFFHVV
A Best Practices Wiki, /,6:,.,DQG/LEGH[DV
of December 2006. 
Instant Messaging
Instant messaging, referred to as IM, is a more 
traditional CMC technology; it has been available 
almost as long as electronic mailing. More than 
53 million Americans have used IM and of those, 
12% use IM on a daily basis (Shiu, 2004). IM 
RIIHUVLPPHGLDWHJUDWL¿FDWLRQE\SURYLGLQJUHDO
time, instantaneous communication between two 
or more people. IM chat rooms can be private or 
SXEOLFZKLOHSKRWRVGRFXPHQWVDQGRWKHU¿OHV
can be transferred via IM. 
IM has been implemented in academic libraries 
for both external and internal use. Most commonly, 
IM has been used to improve and supply refer-
ence services of the library to a greater number of 
users than the traditional reference desk allows. 
IM reference diminishes geographical barriers 
often observed by distance users. Additionally, IM 
offers an anonymous vehicle for information re-
trieval helping to alleviate common psychological 
barriers such as intimidation and embarrassment 
that many library users face when approaching the 
physical reference desk. IM reference meets the 
needs of fast paced users already employing IM 
technologies for personal use. Younger Internet 
users are employing IM more often then other age 
groups; 62% of IM users are between the ages of 
18 and 27 (Shiu, 2004). 
Internal use of IM within the workforce is 
becoming a standard. A quarter of daily Inter-
net users log into IM at work and 40% of those 
who IM at work feel that it improves teamwork 
6KLX,0XVHGLQWHUQDOO\SURYLGHVHI¿FLHQW
communication among staff. Internal chat at the 
reference desk can be used to ask for assistance 
when answering questions. Further, internal IM 
can be used to announce staff member availabil-
LW\IRUDQVZHULQJVXEMHFWVSHFLDOW\TXHVWLRQVDV
reminders for scheduled meetings, or for staff 
¿OHVKDULQJ
Due to the seniority of instant messaging, 
there has been much scholarly literature written 
discussing library use, user satisfaction, imple-
mentation plans, as well as evaluation techniques 
of instant messaging applications. Sloan (2004) 
SHUIRUPHGDFRQWHQWDQDO\VLVUHYLHZRIWKH/LEUDU\
and Information Science literature and found over 
700 citations regarding instant messaging, virtual 
reference, and digital reference services. 
Instant messaging is not intended to replace 
traditional reference services, but is used as a 
supplement to an academic library’s reference 
services. Certain common user questions are 
perfect for IM reference, such as directional or 
procedural questions. Reference librarians at 
North Carolina State University (NCSU) use IM 
to determine how users search in order to offer 
suggestions on how to improve search strategies. 
Reference librarians at the University of Tennessee 
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¿QGWKDWWKH,0UHIHUHQFHVHUYLFHLVVRPHWLPHV
utilized by users within the library because they 
do not want to give up their computer terminals 
(Tenopir, 2004). During 2000-2001 the Univer-
sity of Buffalo launched an IM reference service 
SLORW SURMHFW GXULQJZKLFK XVHU GHPRJUDSKLFV
comments, and usage data were collected. Evalu-
ation of the IM service showed that young users 
and users working in computer labs used the 
IM reference service most, followed by distance 
education students (Foley, 2002). 
Using IM reference in academic libraries 
provides the opportunity to reach subgroups 
of the student population. Academic distance 
learners are an increasingly large group of users 
who may not receive library assistance through 
bibliographic instruction or at the point of need 
within the library (Porter, 2003). Offering IM 
reference services at an institution with a large 
distance education enrollment is a method used to 
bridge the gap between the reference librarian and 
the distance learner. It has been found that during 
IM reference sessions a reference interview can 
be performed adequately, services are satisfac-
tory, and provided in a timely manner (Porter, 
2003). Further, IM services can be targeted to 
VSHFL¿FVWXGHQWSRSXODWLRQV3HQQV\OYDQLD6WDWH
University librarians reported that when using IM 
reference services targeted to at-risk learners, as 
opposed to e-mail or face-to-face, the student’s 
results and pass rates increased (Abram, 2004). 
In 2004, an exploration of digital reference 
service use in academic health science libraries 
showed that of the 132 libraries investigated, 36 
(27%) used chat reference, an increase from 25 
(21%) libraries reported in a previous exploration 
by the author in 2002 (Dee, 2005). IM reference 
matches well with the fast paced needs of academic 
health science library users such as medical school 
students, researchers, and health care profession-
als. Often, these users need information at the 
point of care. IM reference provides immediate 
service and its use is increasing within academic 
health science libraries. 
Used internally, IM software provides the 
advantage of real-time collaboration and com-
munication. Institutions, groups, or departments 
use IM to clear up minor problems quickly, to 
have discussions when getting together in one 
SK\VLFDO ORFDWLRQ LVGLI¿FXOW DQG WRHGLWGRFX-
ments (Fichter, 2005). At the University of Sas-
katchewan, the library staff uses IM internally to 
notify other staff about when they are available to 
answer reference questions. Their library is small 
and the reference desk is not staffed most of the 
WLPHVRWKLVQRWL¿FDWLRQV\VWHPKHOSVZLWKWLPH
management and ensures that users are served 
(Fichter, 2004).
Simply put, IM technology can help academic 
librarians to network with other library profession-
als and colleagues, supply a platform to informally 
discuss professional issues and problem solve, and 
gain technology respect from current IM-using 
library users. IM software is easy to use, can be 
implemented for free or at low cost, and can be 
used on any type of electronic device.
Blogs
Blogs (an abbreviated form of the term “Web log”) 
represent one of the most popular and highly used 
CMC technology tools currently available. Simply 
GH¿QHGDEORJLVDQRQOLQHMRXUQDOFRQVLVWLQJRI
running commentary or topics of importance to 
the author, usually shown in reverse order with 
time and date stamps, referred to as posts. In 
general, a blog can be a diary, a news source, a 
GLVFXVVLRQIRUXPIRUFROODERUDWLYHSURMHFWVRUD
collection of links. A blog can include opinions, 
peer reviewed literature, collected authoritative 
information, reviews, or photos. Although the 
content and purpose of blogs can vary greatly, the 
format of easily scannable information stacked 
top to bottom is consistent, thus making it a 
comfortable technology.
Blog software is usually free or inexpensive 
and easy to develop, implement, and maintain. 
Blogs can be implemented without knowing any 
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+70/RURWKHUFRPSXWHUODQJXDJHDQGGRQRW
require space on institutional servers. Blogs can 
be developed by multiple authors where geography 
may otherwise serve as a restriction and can be 
coupled with RSS feed applications (Really Simple 
Syndication) which notify the reader of updates to 
their favorite blogs. Of online Americans report-
ing, 25% of Internet users say they read blogs, 
while 9% say they have created blogs. Further, 
19% of online Americans between the ages of 18 
and 29 have created blogs (Pew, 2006). 
Academic libraries can implement blogs to 
improve communication with library users and 
among staff, improve traditional services, promote 
library service and share library news. Gordon and 
Stephens (2006) encourage libraries to use blogs 
GXHWRWKHEHQH¿WVRILPSURYHGFRPPXQLFDWLRQ
and practice with technology. 
The Eastern Kentucky University (EKU) 
/LEUDU\ LPSOHPHQWHG D ³5HIHUHQFH 'HVN )UH-
quently Asked Questions Blog” for the reference 
librarians. Only available to internal library staff 
and not accessible by library users, blog entries, 
authored by the EKU reference librarians, contain 
useful information about popular questions being 
asked at the reference desk (Stone, 2003). Using 
blogs at the reference desk provides a faster and 
more accurate response for the library user due to 
the collaborative work of the librarians. Blogs are 
searchable by date, category, or keyword; there-
fore, the reference blog can serve as a searchable 
DUFKLYH1HZOLEUDULDQV¿QGEORJVPRUHHIIHFWLYH
for internal reference support and documentation 
due to the search and archival capabilities when 
compared to the more traditional use of e-mail dis-
tribution lists or spiral bound notebooks (Barton 
& Wesmantel, 2006). Overall, the EKU reference 
librarians have stated that the reference desk blog 
has helped them anticipate library user’s questions, 
keep answers to popular questions accessible, and 
improve the communication between reference 
staff (Stone, 2003).
Michigan State University used a private staff 
blog as a reference desk question recording tool to 
document and organize all questions received at 
public services desks throughout the entire library 
system. The information collected was used to 
assess the effectiveness of the library’s reference 
services and management decisions were made 
based on information collected from the blog 
(Barton & Wesmantel, 2006). Blogs can serve 
as effective tools to investigate, collect informa-
tion, and make administrative decisions about 
resources and services in an academic library.
External blogs can transform the virtual ap-
pearance of a library, reaching new library users 
and sparking new interests. Blogs can focus on a 
VSHFL¿FLQIRUPDWLRQUHVRXUFHVXFKDVUHIHUHQFH
RUVXEMHFWPDWWHUVXFKDVVFLHQFHDQGWHFKQRORJ\
Additionally, blogs may be used to target a par-
ticular audience within the academic community, 
such as faculty or distance education students, 
and increase their use of the library.
The Engineering Resources Blog at Drexel 
8QLYHUVLW\¶V::+DJHUW\/LEUDU\GLUHFWVXV-
ers to new engineering resources. New print and 
electronic resources, research tips for faculty and 
students, Web resources and library events are 
showcased via the Engineering Resources Blog. 
Further, the Engineering Resource Blog pays 
close attention to RSS feeds and announces when 
HOHFWURQLF UHVRXUFHV GDWDEDVHV MRXUQDOV DQG
other resources implement RSS feed tools. These 
resources use RSS feeds for enhanced services 
such as saved queries and table of contents list-
ings (Bhatt, 2005). These resource enhancements 
trickle down to the student, researcher, or faculty 
member via the Engineering Resources Blog. 
1&68 /LEUDULHV XVHG DQ H[WHUQDO EORJ WR
UHSODFHWKH1DWXUDO5HVRXUFHV/LEUDU\¶V+70/
based news page and monthly newsletter. Differ-
ing from more traditional blogs, the reply/com-
ments feature was disabled because the blog was 
intended as a publishing medium only. Staff at 
WKH 1DWXUDO 5HVRXUFHV /LEUDU\ IRXQG WKH EORJ
software easier to use and valued being able to 
access the blog from work or home. With the 
REYLRXVVXFFHVVRIWKH1DWXUDO5HVRXUFHV/LEUDU\
  711
The Use of CMC Technologies in Academic Libraries
blog, the main library of NCSU started a news 
blog on the library’s homepage (Chang, 2004). 
McMaster University provides library news to 
users in blog form, separated by topics such as 
“all library news,” “e-resources,” and “events.” 
/LEUDU\XVHUVDW0F0DVWHUFDQSHUVRQDOL]HWKHLU
OLEUDU\566EORJIHHGGHSHQGLQJRQWKHVXEMHFWV
that most interest them. 
7KH3DXO-*XWPDQ/LEUDU\DW3KLODGHOSKLD
University has taken blogs one step further to 
HQFRXUDJHOLEUDU\XVH*XWPDQ/LEUDU\KDVLQ-
corporated a library blog inside of the university’s 
FRXUVHZDUH XVHG E\ D PDMRULW\ RI WKH VWXGHQW
and faculty population. Results from a survey 
conducted to assess the effectiveness of the new 
placement stated that 75% of respondents found 
the library blog useful and liked the accessibility 
through the courseware. In addition, the Gutman 
/LEUDU\EORJGRFXPHQWHGLQFUHDVHGOLEUDU\XVHU
interaction with 15% of respondents reporting 
that they attended a library event as a result of 
reading the blog (Bell, 2005). Although starting 
and using a blog is rather straightforward, being 
creative with a blog will have an impact upon 
the readership.
Blogs supply a quick and an affordable way to 
promote a library’s special collections or highlight 
interesting resources. The University of Colorado 
at Boulder implemented blog software to promote 
WKH *RYHUQPHQW 3XEOLFDWLRQV /LEUDU\ *HUNH
%ORJ WHFKQRORJ\ LV LGHDO IRU WKHVXEMHFW
of government documents because government 
publications, news, and reports are constantly 
being released, published or announced. Fur-
ther, academic library users may be unaware of 
a library’s special collection. The University of 
British Columbia’s UBC Academic Blog-Google 
Scholar Blog serves as an information resource 
examining the evolution of academic scholarly 
searching. Incorporating popular technology, 
such as a blog, to market a special collection or 
a popular library issue creates a technology con-
nection between the collection and the user. 
Thus, blogs have the capabilities to reduce e-
mails and paper clutter, encourage the sharing of 
knowledge and experience, in addition to serving 
as a method to create searchable archives (Gordon 
& Stephens, 2006). Externally used, blogs create 
a new way to reach library users, impart a new 
pathway to other resources for library users, and 
provide mechanisms for library-user interaction 
(Huwe, 2003). When blogs are used internally, 
both staff development and community build-
ing are fostered, contributing positively to the 
institution.
Wikis
Wikis are CMC technologies used to encourage 
and facilitate communication and collaboration. 
The word wiki means “quick” in Hawaiian and 
refers to the software that allows users to easily 
view, create, and edit Web pages without having 
WRNQRZ+70/-DYD6FULSWRUPDUNXSODQJXDJHV
Wikis originated in the mid-1990s and have be-
come recently popular due to the frequently used 
Wikipedia, an encyclopedia created by the online 
community. As of December 2006, Wikipedia is 
available in over 100 languages, and the English 
version of Wikipedia is said to be the largest 
wiki in the world, with over 1,517,658 articles 
(“Statistics,” 2006). 
The most important idea behind wikis is that 
the community of users act as quality control-
lers who keep content accurate and appropriate 
(Guenther, 2005). Wikis can be completely open 
ZLWK XQOLPLWHG DFFHVV ORFNDEOH ZLWK VSHFL¿F
page restrictions, restricted to registered members 
RUVSHFL¿F,3DGGUHVVHVRUDQ\FRPELQDWLRQRI
WKRVH&KDZQHU	/HZLV:LNLVRIWZDUH
archives content, additions, and changes made 
with “history” or “recent changes” pages. 
Within the academic library environment, wi-
kis are technologically improved versions of many 
traditional activities such as group development 
and sharing, information resource building, and 
knowledge management. With the widespread 
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popularity of Wikipedia, wikis offer a great way 
to catch the attention of the wiki-wise library user, 
while traditional library resources and services 
are improved by the collaborative development. 
:LNLVFDQEHXVHGLQOLEUDULHVIRUVXEMHFWJXLGHV
as community information resources, and internal 
document development platforms. Using wikis to 
EXLOGVXEMHFWJXLGHVDGGVFXUUHQF\WRWKHUHVRXUFH
and dissolves geographical barriers with concern 
WRHGLWLQJWKHVXEMHFWJXLGH:LNLVFDQVHUYHDV
effective tools for library managers to dissemi-
nate and organize institutional procedures and 
SURFHVVGRFXPHQWV/LEUDU\VWDIIFDQXVHZLNLVWR
brainstorm, manage, and edit documents, instead 
of e-mailing back and forth different and confus-
ing versions of the same document (Cochenour, 
2006). In addition, some have suggested that wikis 
would be a great way to make the library’s online 
catalog more like Amazon with book synopses, 
cover art, and wish lists (Farkas, 2005).
$5HIHUHQFHDQG,QVWUXFWLRQ/LEUDULDQDW2KLR
8QLYHUVLW\¶V$OGHQ/LEUDU\XVHVZLNL VRIWZDUH
WRVXSSO\RQOLQHUHVHDUFKJXLGHVLQWKHVXEMHFWV
of general business, international business, and 
marketing for students and faculty in one central 
wiki, called The Biz Wiki. The wiki is organized 
by category, includes a variety of business research 
tools, and research “how to” guides (Boeninger, 
2005). 
Frumkin (2005) suggests libraries implement 
ZLNLVDV¿QGLQJDLGHVGHYHORSHGDQGVXSSRUWHG
by library staff, yet with open access for users 
to comment and edit, thus becoming a current 
DQGG\QDPLFDQQRWDWLRQWRROWREHQH¿WDOOXVHUV
Academic librarians at Butler University have 
implemented the WikiRef, a collaborative review 
of databases, books, and Web sites within the 
%XOWHU8QLYHUVLW\/LEUDULHVUHIHUHQFHFROOHFWLRQ
University librarians, faculty, staff, and students 
are encouraged to participate in building the 
content on the WikiRef, making it a truly col-
ODERUDWLYH UHIHUHQFH UHVRXUFH /LEUDULDQV KRSH
comments and participation on WikiRef will 
elucidate the user perspectives and opinions of 
the library resources (Ginsberg, 2006). 
Wikis have also found their way into academic 
library bibliographic instruction classes. Using 
wikis for library instruction is a great way to 
meet the technology needs of the students. Most 
college students are familiar with wikis and the 
implementation of wiki platforms within the tra-
ditional library instruction curriculum provides a 
librarian with credibility and approval from the 
perspective of the tech-savvy college student, 
while promoting the use of new technologies in 
the library. Additionally, using wiki software for 
library instruction provides another means for 
library staff to learn new technologies. 
The University of British Columbia Biomedical 
%UDQFK/LEUDU\ FXUUHQWO\ KRVWV WKH+HDOWK/LE
:LNL$.QRZOHGJH%DVHIRU+HDOWK/LEUDULDQV
This wiki serves to provide an international 
perspective on health science librarianship, while 
still emphasizing issues affecting practices in 
Canada such as expert searching to support the 
development of systematic reviews in medicine, 
searching for grey literature, and evidence-based 
medicine. 
$W0LDPL8QLYHUVLW\/LEUDULHVWKHLQIRUPD-
tion desk staff uses an internal wiki to share and 
update information needed to perform duties. The 
staff at the information desk, which is located in 
the largest of the four campus libraries, answer 
directional and basic information questions 
and refer library users to other services. The 
information desk is staffed by a diverse group 
of employees who work nearly day and night in 
numerous shifts, answering over 10,000 questions 
a year. This dynamic work atmosphere impedes 
communication. Building a staff wiki has solved 
information desk communication problems by 
providing a platform to discuss popular questions, 
resources, and policies. The information desk 
wiki contains reference interview techniques, 
facilities, services and hours, renovation updates, 
and staff polices (Withers, 2005). With time and 
physical location serving as an obstacle in the 
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way of an effective and collaborative information 
GHVN0LDPL8QLYHUVLW\/LEUDULHVKDYHXWLOL]HG
the convenience of wiki technology. 
6LPLODUO\2UHJRQ6WDWH8QLYHUVLW\/LEUDULHV
use an internal wiki for staff to discuss the library’s 
reference knowledge management software, the 
Reference Desk Manager. Wiki technology is also 
XVHGDW2UHJRQ6WDWH8QLYHUVLW\/LEUDULHVDVDVWDII
knowledge management tool to encourage internal 
communication and information management for 
LQWHUQDOVWDIISURMHFWV)UXPNLQ
)XQFWLRQ DQG DSSOLFDWLRQ ¿UVW DWWUDFWHG WKH
academic librarian to the wiki, but as wikis 
have evolved, the application of wikis within the 
academic library is expanding. Both internal and 
external wikis have been implemented at NCSU 
/LEUDULHV$QLQWHUQDOZLNLZDVFUHDWHGLQDV
the “intranet” used by library staff for document, 
list, and report development. Wikis are replacing 
library home pages due to the fast editing feasibil-
ity and unlimited geographical access. In 2004, 
the NCSU moved their library homepage to a wiki 
platform due to the attractive applications such 
DV¿OHXSORDGLQJYHUVLRQKLVWRU\UHSRUWVDQGD
simpler editor (Chang, 2004). Similar uses have 
been implemented by the Aiken Gregg-Granite-
YLOOH/LEUDU\RIWKH8QLYHUVLW\RI6RXWK&DUROLQD
7KH$LNHQ/LEUDU\XVHVZLNLVRIWZDUHWRKRVWWKH
OLEUDU\KRPHSDJHDQGLQWUDQHW/LEUDU\SURFHGXUH
manuals, strategic planning and assessment docu-
ments, and professional development resources 
DUHDOOIRXQGRQWKH$LNHQ/LEUDU\¶VZLNLLQWUDQHW
&KDZQHU	/HZLV
By far, the wiki is currently the trendiest CMC 
technology used in academic libraries. Overall, 
collaboration and communication seem to be the 
JUHDWHVWEHQH¿WVRIZLNLV:LWKWKHHDVHRIXVH
and immediacy of a wiki, library staff committees 
DQGJURXSVEHFRPHPRUHHI¿FLHQW,QVXPPDU\
Farkas (2005) states “at their least, they are spaces 
for quick and easy collaborative work. At their 
best, they can become true community resources 
that can position the library as an online hub of 
their local community” (para. 3) facilitating com-
munication among the library and student body 
using computer mediation. 
Podcasts
The newest CMC technology used by academic 
libraries to share information and communicate 
with users is podcasting. Podcasts are digital 
recordings of various content available on the 
Internet for anyone to download for listening on 
to their computer or MP3 player. Over 22 million 
Americans own personal MP3 players, while 6 
million of those Americans have downloaded a 
podcast (Rainie, 2005a). Once recorded, pod-
casts are registered on a podcast directory on 
the Internet. Podcasts are becoming ubiquitously 
DYDLODEOHEHFDXVHRI556V\QGLFDWLRQMXVWOLNH
blogs. Podcasts can be created by anyone with a 
computer, sound card, audio recording software, 
a microphone, server space, and Internet con-
nection. 
Podcasting allows libraries to supply tradi-
tional services with a new technological twist. The 
ability to incorporate portable video and sound 
can enhance many services and resources found 
in the library. Rich dynamic media incorporated 
into traditional library services coupled with 
portability present an environment familiar to 
the technologically savvy college student. Users 
can download and listen at their own convenience 
without geographical limitations. Podcasting is 
both simple for the creator and user, making the 
WHFKQRORJ\DSHUIHFW¿WIRUDFDGHPLFOLEUDULHV
Podcasts increase the visibility of library events 
and activities, therefore building the library com-
munity and connecting more users to the library. 
The use of podcasting in academic libraries 
increases communication with faculty wishing 
to incorporate podcasts into their coursework. 
/LEUDULDQVDVVLVWIDFXOW\ZLWKSRGFDVWLQJFUHDWLRQ
and the library serves as a repository for students 
to access. Further, the adoption of podcasting 
technology facilitates the professional develop-
ment of the library staff by the exposure to new 
software and inspiring creativity. 
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One of the most common ways academic li-
braries currently incorporate podcasts into library 
services is by turning the traditional library tour 
into a podcast, similar to museum virtual tours. 
Western Kentucky improved the traditional li-
brary tour by hosting a tour via a podcast down-
ORDGHGIURPWKH/LEUDU\¶VKRPHSDJH/HH
Purdue offers virtual library tours as podcasts as 
well (Shaughnessy, 2005). The George C. Gordon 
/LEUDU\DW:RUFHVWHU3RO\WHFKQLF,QVWLWXWHRIIHUV
library tour podcasts and supplies MP3 players for 
users. The library tour podcast details the layout 
of the library building and highlights resources 
and services. Audio tour signs are placed around 
the library to signify highlighted items on the 
podcasts. 
/HHVXJJHVWVHQKDQFLQJWKHOLEUDU\WRXU
podcasts by directing the material and style to a 
particular audience, such as creating a podcast 
library tour designed to guide freshman students 
through the process of conducting research for 
WKHLU ¿UVW FRPSRVLWLRQ SDSHU RU GHYHORSLQJ D
podcast to welcome new faculty. 
American University, Washington College 
RI/DZ/LEUDU\XVHVSRGFDVWVWRSURPRWHOLEUDU\
activities and events in addition to mechanisms 
for supplying alternative formats of classroom 
lectures. From September to December of 2005, 
there were 4,917 regular subscribers and 33,742 
03GRZQORDGV/LEUDULDQVVWDWHGWKDWSRGFDVWV
have made content available to American Univer-
sity community members, as well as providing an 
alternative tool for non-English speaking students 
(Balleste, Rosenberg, & Smith-Butler, 2006). 
-RKQV+RSNLQV8QLYHUVLW\¶V6KHULGDQ/LEUDU\
uses podcasts to enhance library instruction ser-
vices with database tutorials and bibliographic 
FLWDWLRQLQVWUXFWLRQV/HH8VHUVFDQKHDU
DXGLRGHPRVRIQHZGDWDEDVHVRIIHUHGDQGVSHFL¿F
examples of how faculty and students can ben-
H¿WIURPXVLQJUHVRXUFHV6W-RKQV¶V8QLYHUVLW\
/LEUDU\FUHDWHGSRGFDVWVIRUOLEUDU\LQVWUXFWLRQ
lectures, a library tour, and recordings of guest 
speakers (Shaughnessy, 2005).
In the fall of 2005, the George C. Gordon 
/LEUDU\DW:RUFHVWHU3RO\WHFKQLF,QVWLWXWHLPSOH-
mented a new service program, Audio to Go 
Podcasts. The program incorporated podcasting 
technology to provide students with the latest 
news, events, and information about library 
UHVRXUFHV $UL]RQD 6WDWH 8QLYHUVLW\ /LEUDULHV
offers podcasts through the library’s news blog, 
7KH/LEUDU\&KDQQHO8VHUVFDQ¿QGLQIRUPDWLRQ
about resources and special exhibits occurring at 
the library through podcasts.
Podcasts can also be the vehicle for a particular 
service offered by the library. The Nova South-
HDVWHUQ8QLYHUVLW\/DZ/LEUDU\DQG7HFKQRORJ\
&HQWHUFRQYHUWHGWKH/HJDO5HSOD\VVHUYLFHIURP
traditional Internet streaming audio to podcasting. 
/HJDO5HSOD\VLVDUHSRVLWRU\RIDXGLRUHFRUGHG
ODZ OHFWXUHV JLYHQ E\ ODZ IDFXOW\:LWK/HJDO
Replays in the form of podcasts, students auto-
matically receive new content via RSS feed tech-
nology, can download podcasts to iPods or mp3 
players, and can take the podcasts wherever they 
go and listen at their own convenience (Balleste, 
Rosenberg, & Smith-Butler, 2006). 
Podcasts are an innovative way for academic 
libraries to announce library news, disseminate 
lectures and course materials, highlight special 
collections, improve traditional library instruc-
tion curriculum, and encourage the technological 
growth of the library.
Barriers and Disadvantages of CMC 
Technologies in Academic Libraries 
Although CMC technologies are making their 
mark in academic libraries, there are disadvan-
tages and reservations about implementing IM, 
blog, wiki, and podcast technologies. Foremost, 
security is a continuous issue within the academic 
library community. The security of library user 
and personnel information, the fear of increased 
spam, and the possibility of unauthorized use are 
common barriers to the implementation of new 
technologies in any organization. Fortunately, 
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most CMC technologies can be implemented 
EHKLQGLQVWLWXWLRQDO¿UHZDOOVWRDYRLGXQDXWKRU-
ized access and use. Password protected blogs and 
wikis enable secure collaborative workspaces. 
Firewalls and other security measures help to 
make these applications more reliable within the 
academic library setting. 
The fear of technology is often a barrier to 
implementing exciting technologies. Convincing 
library staff to use new technology tools or change 
DVHUYLFHLVVRPHWLPHVGLI¿FXOW)XUWKHULPSOH-
menting CMC technology requires staff time and 
GHGLFDWLRQ,WLVGLI¿FXOWWRUHGLUHFWVWDIIWLPHWR
QHZSURMHFWVDQGVHUYLFHVZKHQVWDIIDUHDOUHDG\
busy enough. Additionally, the value of services 
and resources revamped with CMC technolo-
gies such as wikis or blogs is directly related to 
how much attention is given to the technologies. 
Without maintenance of these tools the currency, 
effectiveness, and use will decrease, thus render-
ing the resource less valuable. 
Sometimes implementing a new technology 
is not appropriate depending on the needs of the 
community and the resources of the library. Why 
build it if no one will come? Although research 
highlights the technological aptness of the new 
academic library user, it is not safe to generalize 
that all academic library users are technophiles. 
)XUWKHUWKHEHQH¿WVRILPSOHPHQWLQJDQ\RIWKHVH
technologies would be negated if it resulted in the 
exclusivity of a user group. Older students may 
not be as comfortable with technology as college-
age library users. Alienating a library user via the 
use of technology is a possible disadvantage of 
CMC tools implementation in libraries. A proper 
assessment of an academic library’s culture and 
organizational structure will aide in determining 
if CMC technologies are appropriate to introduce 
to a community. 
The lack of a standard for many of the CMC 
technologies discussed here fosters trepidation 
among those responsible for implementation. For 
example, the lack of a standard for wiki content 
markup language, which would encourage data 
migration and interoperability between the vari-
ous wiki engines, is perceived as a disadvantage 
RIZLNL WHFKQRORJ\&KDZQHU	/HZLV
Additionally, the unknown level of sustainability 
of software, especially those that are currently 
available for no fee, initiates a cautious attitude 
among academic librarians. Staff time and energy 
used to develop these technologies is wasted if 
the software used disappears or changes drasti-
cally. 
It can be argued that using a computer or some 
other digital device to communicate removes the 
human element and creates barriers to effective 
communication. This may be true in some in-
stances, but a further investigation of preferences 
DQGFRPPRQEHKDYLRUVRIVSHFL¿FXVHUJURXSV
will help to determine if barriers are formed by 
implementing CMC technologies. Currently, there 
is a lack of qualitative and quantitative research 
investigating the impact of and user perception 
related to the use of CMC technologies in aca-
demic libraries. It is imperative that evaluations 
of these tools are conducted and published in the 
VFKRODUO\OLWHUDWXUH$OWKRXJKWKHPDMRULW\RIDFD-
demic library users fall on the digital side of the 
GLJLWDOGLYLGHDQGEHQH¿WIURPGLJLWDOUHVRXUFHV
DQGVHUYLFHVVXFKDVVXEMHFWEDVHGZLNLVDQG,0
reference, a better understanding of how users 
perceive and react to these CMC technologies 
ZRXOGEHQH¿WWKHDFDGHPLFOLEUDU\FRPPXQLW\
/DVWO\WKHXVHDQGHIIHFWLYHQHVVRI&0&WHFK-
nology and the facilitation of communication and 
collaboration are dependent on the marketing of 
the products as well as the reason for implemen-
WDWLRQ ,I OLEUDU\QHZVEORJVDQG VXEMHFWJXLGH
wikis are not promoted, they may not be found 
DQG XVHG8VHUV FDQ¶W ¿QG VHUYLFHV WKDW DUHQ¶W
advertised, whether they are new technologies 
or traditional library resources. And, using new 
WHFKQRORJLHV VXFK DV SRGFDVWLQJ MXVW EHFDXVH
they are “cool” or the latest new thing, without a 
VSHFL¿FSXUSRVHLQPLQGLVQRWDQHIIHFWLYHXVH
of time or resources. 
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FUTURE TRENDS
CMC technologies and their place in academic 
libraries do not stop with IM, blogs, wikis, or 
podcasts. Many other applications are being used 
and undoubtedly there will be new applications 
developed in the future. 
It has been suggested that the library online 
public access catalog (OPAC) will be the next 
big library service to be impacted by changes in 
technology. Incorporating Amazon-style “other 
people who bought this also bought…” and Net-
ÀL[VW\OHG ³UHFRPPHQGHG IRU \RX´ VXJJHVWLRQ
lists and an organized movie queue within an 
academic library’s OPAC creates a more user 
centered and searchable information resource 
(Mathews, 2006).
/LEUDU\XVHUVDUHEHFRPLQJLQFUHDVLQJO\GH-
pendent on mobile technology. Will library users 
be able to download OPACs onto their cell phones? 
Additionally, library users want consistency 
within their technology. Will misspelled search 
queries yield a Google-like “did you mean…?” 
6HFRQG/LIHWKHRQOLQHYLUWXDOUHDOLW\ZRUOGZKHUH
users create avatars to interact, communicate and 
simulate real life, has recently gained international 
popularity. Could students create a virtual librar-
ian customized to their exact information needs? It 
is impossible to predict what new technology tools 
will be incorporated into an academic library; the 
options are endless as technology will continue 
to develop new applications. 
CONCLUSION
$W¿UVWRQHPLJKWWKLQNWKDWWKHDFDGHPLFOLEUDU\
is the most unconventional place for applications 
such as blogs, wikis, or podcasts. This chapter has 
provided examples of ways these technologies 
are already being used in innovative academic 
libraries. Academic libraries are employing the 
CMC technologies to progress organizationally, 
providing better communication and staff col-
laboration. These technologies also offer academic 
libraries alternative media to reach more library 
users. With constant advances in technology, 
the institution of the academic library must try 
to stay a step ahead of library users, as well as 
continue to serve as a resource for those not so 
technologically savvy. 
One of the biggest advantages of the tech-
nologies discussed in this chapter is that they are 
available free to the academic library and free to 
the user. Costs arise only in the hardware used to 
implement the software, to which most academic 
libraries and library users already have access. 
Of course, advertisements and security issues 
may be undisclosed within this free cost. With 
all the budget concerns in higher education, free 
software is a good and nearly cost-free way to 
improve the academic library.
What happens next in the world of academic 
libraries and CMC technologies should include a 
larger amount of research conducting assessments 
of the user perspective of CMC technologies in 
academic libraries. Without feedback from the 
user and proper evaluation, the full capabilities 
of these technologies may not be within reach of 
the academic library community. Thus far, the 
use of these technologies in academic libraries 
KDV EURXJKW YDOXDEOH EHQH¿WV LQWHUQDOO\ DQG
externally. 
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KEY TERMS
Academic Librarian: A working library 
SURIHVVLRQDOKROGLQJD0DVWHUVLQ/LEUDU\6FLHQFH
or international equivalent. 
 Academic Library: A designated place, 
physical or digital, set aside to house scholarly 
research materials and materials supporting the 
academic, university, or college community and 
curriculum. 
  719
The Use of CMC Technologies in Academic Libraries
Academic Library User: Individuals having 
access to academic, university, or college library 
services and resources. 
Blog: An online resource composed of varied 
content in short formatted entries with time and 
data stamp listing in reserve chronological order, 
made publicly or privately available.
Instant Message: The transmission from a 
sender of an electronic message over a computer 
network using software that instantaneously dis-
plays the message in a chat window on the screen 
of the recipient. Also referred to as chat or IM 
Podcast: A Web-based audio recording 
made available via RSS feed and subscription. 
Name derived from the combination of iPod + 
broadcast. 
RSS: (Really Simple Syndication or Rich 
Site Summary) Web-based technology used by 
Internet users to distribute and retrieve real-time 
content such as blogs and podcasts, similar to a 
subscription. 
Wiki: A collaborative Web site enabling group 
sharing by provided mechanisms for content to 
be edited by users. 
